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Abstract 
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those selling pizza, and fast-casual chains are far ahead of other segments in adopting electronic 
ordering, particularly using online approaches. Mobile apps are less common, although their use is 
growing. Although order-placing functionality is limited for mobile apps, the fast-casual chains are leading 
the way in allowing customers to place orders. Nearly all restaurant chains have a Facebook presence, but 
just 3 percent allowed ordering through that channel. The advantages of electronic ordering include 
increased sales, particularly through automatic upselling and by storing order information so that 
customers are encouraged to repeat their previous orders with a single click. Other than the cost of 
installation and operation, the chief disadvantage of electronic ordering is the potential for amplifying 
rush time volume, with the potential of overwhelming the kitchen. Creating a separate line for electronic 
orders and pickups is one way to address that problem. 
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CornELL hoSPiTaLiTy rEPorT
Online,	 mobile,	 and	 text	 food	 ordering	 is	 growing	 in	 popularity	 among	 both	consumers	and	restaurants,	because	electronic	ordering	can	benefit	all	concerned.	Consumers	 are	 embracing	 electronic	 ordering	 because	 of	 its	 ease,	 speed,	 and	precision,1	 while	 restaurants	 see	 the	 potential	 for	 increased	 revenue	 and	 fewer	










































































































































































































































Restaurant customers have 
embraced online, mobile, and 
text ordering, particularly for 



























































online ordering frequency by restaurant segment
 Note: Fine-dining restaurants recorded no online ordering.
Exhibit 2
































 Note: Cafeteria and buffet, donut, and coffee and beverage restaurants recorded 
insufficient online ordering to appear on this graph.
Exhibit 3









































































Frequency of smartphone apps by segment


























































































1 Panera Bread/Saint Louis Bread Co. 
2 Chipotle Mexican Grill 
3 Panda Express 
4 Zaxby’s 
5 El Pollo Loco 
6 Boston Market 
7 Jason’s Deli 
8 Five Guys Burgers and Fries 
9 Qdoba Mexican Grill 
10 Einstein Bros. Bagels 
11 Moe’s Southwest Grill 
12 McAlister’s Deli 
13 Fuddruckers 
14 Au Bon Pain 
15 Wingstop 
16 Pei Wei Asian Diner 
17 Baja Fresh Mexican Grill 
18 Taco Cabana 
19 Schlotzsky’s 
20 Corner Bakery Café 
21 Fazoli’s 
22 Noodles & Company 
23 Portillo’s Hot Dogs 
24 Taco Bueno 
25 Bruegger’s 
26 Rubio’s Fresh Mexican Grill 
27 Donatos Pizza 
28 Pollo Tropical 
29 Così 
30 Raising Cane’s Chicken Fingers 
31 Paradise Bakery & Café 
32 Atlanta Bread Company 
33 Back Yard Burgers 
34 la Madeleine Country Frxench Cafe 
35 D’Angelo Grilled Sandwiches 
36 Farmer Boys 
37 Taco Del Mar 
38 Wolfgang Puck Express 
39 Jazzman’s Cafe 
40 Pick Up Stix 
41 La Salsa Fresh Mexican Grill 
42 Saladworks 
43 Daphne’s Greek Cafe 
44 Pollo Campero 
45 Sandella’s Flatbread Café 
46 Tijuana Flats 
47 Burgerville 
48 Le Pain Quotidien 
49 Fatburger 
50 Salsarita’s Fresh Cantina 
51 Wahoo’s Fish Taco 
52 Camille’s Sidewalk Cafe 
53 Which Wich Superior Sandwiches 
54 RedBrick Pizza 




restaurant chains included in this study
58 Panchero’s Mexican Grill 
59 Shane’s Rib Shack 
60 Pat & Oscar’s 
61 Leeann Chin 
62 Straw Hat Pizza 
63 Bajio Mexican Grill 
64 Counter, The 
65 Salad Creations 




3 Burger King 
4 Wendy’s Old Fashioned Hamburgers 
5 Starbucks 
6 Taco Bell 
7 Dunkin’ Donuts 
8 Pizza Hut 
9 KFC 
10 SONIC Drive-Ins 
11 Arby’s 
12 Chick-fil-A 
13 Jack in the Box 
14 Domino’s Pizza 
15 Dairy Queen 
16 Papa John’s 
17 Quiznos 
18 Hardee’s 
19 Popeyes Louisiana Kitchen 
20 Golden Corral 
21 Carl’s Jr. 
22 Little Caesars 
23 Whataburger 
24 Church’s Chicken 
25 Old Country Buffet/HomeTown Buffet 
26 Long John Silver’s 
27 Bojangles’ Famous Chicken ‘N Biscuits 
28 Culver’s Frozen Custard 
29 Papa Murphy’s Take ‘N’ Bake Pizza 
30 Jimmy John’s Gourmet Sandwich Shop 
31 CiCi’s Pizza 
32 Baskin-Robbins 
33 Del Taco 
34 White Castle 
35 Sbarro 
36 Ryan’s Grill, Buffet & Bakery 
37 Krispy Kreme 
38 Captain D’s Seafood Kitchen 
39 In-N-Out Burger 
40 Tim Hortons 
41 Jamba Juice 
42 Chuck E. Cheese’s 
43 Cold Stone Creamery 
44 Krystal Company 
45 Round Table Pizza 
46 Checkers Drive-In Restaurants 
47 Sizzler 
48 Godfather’s Pizza 
49 Auntie Anne’s 
50 Braum’s Ice Cream & Dairy Stores 
51 Rally’s Hamburgers 
52 Ponderosa/Bonanza 
53 Caribou Coffee 
54 Taco John’s 
55 Hungry Howie’s Pizza 
56 Souplantation & Sweet Tomatoes 
57 Luby’s 
58 Wienerschnitzel 
59 Potbelly Sandwich Shop 
60 Piccadilly 
61 Firehouse Subs 
62 Peet’s Coffee & Tea 
63 A&W All-American Food 
64 Blimpie Subs & Salads 
65 Fox’s Pizza Den 
66 Cinnabon 
67 Charley’s Grilled Subs 
68 WesterN SizzliN 
69 Jersey Mike’s Subs 
70 Peter Piper Pizza 
71 Mazzio’s Italian Eatery 
72 Papa Gino’s Pizzeria 
73 Jet’s Pizza 
74 Smoothie King 
75 Freshëns 
76 Gatti’s Pizza 
77 TCBY 
78 Coffee Bean & Tea Leaf, The 
79 Carvel Ice Cream 
80 Pizza Pro 
81 Togo’s Sandwiches 
82 TacoTime 
83 Nathan’s Famous 
84 Sarku Japan 
85 Pizza Inn 
86 Penn Station East Coast Subs 
87 Ben & Jerry’s 
88 Furr’s Family Dining 
89 Rita’s Ice 
90 Tastee Freez 
91 Villa Fresh Italian Kitchen 
92 Pizza Ranch 
93 Pinkberry 
94 Tropical Smoothie Café 
95 L&L Hawaiian Barbecue 
96 Marco’s Pizza 
97 Häagen-Dazs 
98 Rosati’s Pizza 
99 K&W Cafeterias 
100 Lee’s Famous Recipe Chicken 
Continued on next page
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Casual Chains
1 Applebee’s Neighborhood Grill & Bar 
2 Chili’s Grill & Bar 
3 Olive Garden 
4 Red Lobster 
5 Outback Steakhouse 
6 T.G.I. Friday’s 
7 Ruby Tuesday 
8 Buffalo Wild Wings Grill & Bar 
9 Cheesecake Factory, The 
10 Texas Roadhouse 
11 Red Robin Gourmet Burgers 
12 P.F. Chang’s China Bistro 
13 Hooters 
14 LongHorn Steakhouse 
15 California Pizza Kitchen 
16 Carrabba’s Italian Grill 
17 Romano’s Macaroni Grill 
18 O’Charley’s 
19 Logan’s Roadhouse 
20 Famous Dave’s 
21 BJ’s Restaurant & Brewhouse 
22 On The Border Mexican Grill & Cantina 
23 Mimi’s Cafe 
24 Uno Chicago Grill 
25 Bonefish Grill 
26 Maggiano’s Little Italy 
27 Carino’s Italian 
28 Hard Rock Cafe 
29 McCormick & Schmick’s 
30 Joe’s Crab Shack 
31 Claim Jumper 
32 Ninety Nine Restaurants 
33 Cheddar’s Casual Cafe 
34 Houlihan’s 
35 Johnny Rockets 
36 Benihana 
37 Dave & Buster’s 
38 Chevys Fresh Mex 
39 Lone Star Steakhouse & Saloon 
40 Old Chicago Restaurants 
41 Champps Entertainment Inc. 
42 Buca di Beppo 
43 Houston’s 
44 Beef ‘O’ Brady’s 
45 Bertucci’s Italian Restaurant 
46 Max & Erma’s 
47 El Torito 
48 Elephant Bar Restaurant 
49 Rainforest Cafe 
50 Miller’s Ale House 
51 Yard House 
52 Legal Sea Foods 
53 Islands Fine Burgers & Drinks 
54 Fox and Hound English Pub & Grille 
55 Smokey Bones Bar & Fire Grill 
56 Brio Tuscan Grille 
57 Bubba Gump Shrimp Co. Restaurant & Market 
58 Bravo! Cucina Italiana 
59 J. Alexander’s 
60 Saltgrass Steak House 
61 Black Angus Steakhouse 
62 Boston’s The Gourmet Pizza Restaurant & Sports Bar 
63 Grand Lux Cafe 
64 Bahama Breeze 
65 Abuelo’s 
66 Rock Bottom Restaurant & Brewery 
67 Pappadeaux Seafood Kitchen 
68 Jimmy Buffett’s Margaritaville 
69 Charlie Brown’s Steakhouses 
70 Bar Louie 
71 Il Fornaio 
72 Damon’s Grill 
73 Gordon Biersch Brewery Restaurant 
74 El Chico Cafe 
75 Lucille’s Smokehouse Bar-B-Que 
76 Quaker Steak & Lube 
77 Cheeseburger in Paradise 
78 Bennigan’s Grill & Tavern 
79 Wow Cafe & Wingery 
80 Tony Roma’s 
81 ESPN Zone 
82 Chart House 
83 Fatz Cafe 
84 Ted’s Montana Grill 
85 Cantina Laredo 
86 Bugaboo Creek Steak House 
87 Old Spaghetti Factory, The 
88 Uncle Julio’s 
89 Granite City Food & Brewery 
90 Kona Grill 
91 Don Pablo’s 
92 Landry’s Seafood House 
93 Daily Grill 
94 Sullivan’s Steakhouse 
95 Carlos O’Kelly’s 
96 Mellow Mushroom 
97 Texas Land & Cattle Steak House 
98 House of Blues 
99 Cheeburger Cheeburger 
100 Black-eyed Pea 
Concluded  on next page
AppEndix
restaurant chains included in this study (continued)
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Midscale Chains
1 Pappas Bar-B-Q 
2 Perkins Restaurant & Bakery 
3 Perko’s Cafe Grill 
4 Ram’s Horn Family Restaurant 
5 Original Pancake House, The 
6 Olga’s Kitchen 
7 Kings Family Restaurants 
8 LaRosa’s Pizzeria 
9 Le Peep 
10 Marie Callender’s Restaurant & Bakery 
11 Rib Crib BBQ & Grill 
12 Ruby’s Diner 
13 Valentino’s 
14 Village Inn 
15 Waffle House 
16 Winger’s Grill & Bar 
17 Steak n Shake 
18 Sonny’s Real Pit Bar-B-Q 
19 Shari’s Restaurants 
20 Shoney’s 
21 Silver Diner 
22 Johnny’s New York Style Pizza 
23 Jim ‘N Nick’s Bar-B-Q 
24 Country Kitchen 
25 Country Market Restaurant & Buffet, The 
26 Country Pride 
27 Cracker Barrel Old Country Store 
28 Coco’s Bakery Restaurant 
29 Carrows Restaurants 
30 Big Boy 
31 Bill Miller Bar-B-Q 
32 Black Bear Diner 
33 Bob Evans 
34 Denny’s 
35 Dickey’s Barbecue Pit 
36 Huddle House 
37 IHOP 
38 Iron Skillet 
39 JB’s Restaurants 
40 Friendly’s 
41 First Watch 
42 Eat’n Park 
43 Egg & I Breakfast & Lunch 
44 Elmer’s 
45 Bakers Square 
AppEndix
restaurant chains included in this study (concluded)
Fine Dining Chains
1 Ruth’s Chris Steak House 
2 Roy’s Restaurants 
3 Shula’s Steak House 
4 Smith & Wollensky 
5 Texas de Brazil Churrascaria 
6 SushiSamba 
7 Palm Restaurant 
8 Oceanaire Seafood Room 
9 Fleming’s Prime Steakhouse & Wine Bar 
10 Del Frisco’s Double Eagle Steak House 
11 Fogo de Chão 
12 Melting Pot 
13 Nobu 
14 Morton’s The Steakhouse 





























































































































              Hospitality Leadership Through Learning
Complete program information and applications available online:
www.hotelschool.cornell.edu/execed
Phone + 1 607 255 4919   Email exec_ed_hotel@cornell.edu 
Professionals from around the world are 
invited to attend 3-day, 10-day or online 
courses at the world’s leading institute for 
hospitality management education in:
Visit our website to apply.
Explore, develop and apply ideas with 






























































































































































              Hospitality Leadership Through Learning
Complete program information and applications available online:
www.hotelschool.cornell.edu/execed
Phone + 1 607 255 4919   Email exec_ed_hotel@cornell.edu 
Professionals from around the world are 
invited to att nd 3-day, 10-day or online 
courses at the world’s leading institute for 
hospitality anagement education in:
Vi it our website to apply.
Explore, develop and apply ideas with 
global hospitality leaders and 








• Human Resou ces
• Marketing
• Operations
• Real Estate
www.chr.cornell .edu
